
DES: Patient Participation

Introduction

In light of Sarum NHS Alliance, Avon Valley Practice, Barcroft Medical Centre, 
Bourne Valley Medical Practice, Castle Practice, Cross  Plain Practice and St 
Melor House Surgery joined together to formulate a virtual PRG, Plain Talking, to 
better understand the needs, opinions and priorities of patients living in the local 
area and to influence the shape of local healthcare in the future.

It was agreed that a minimum of 2 per 1000 patients  should be recruited per 
Practice and every effort made to ensure the group is as representative as 
possible. The age, sex and ethnicity of each Practices’ population group were 
collated and analysed to obtain a representative profile for Plain Talking (see 
Appendices 1 – 3).

It was agreed that an initial meeting should be held to launch the concept of Plain 
Talking and to obtain patients priorities. The results would then be collated and a 
survey developed to collate patient views on these identified priorities. Patient 
views were analysed and the findings  shared with the group via email to discuss 
and obtain comments. If the survey pointed to the desire for significant change in 
a service or services provided, or in the way in which services are delivered, the 
Practices agreed to seek agreement from Plain Talking to any proposals made. 
Following discussions, an action plan was written and agreed by the group. The 
findings together with the action plan are displayed on the websites of each 
Practice (see Appendix 4 for website addresses). 

Recruiting patients (step 1): 

Plain Talking was advertised to patients  in a variety of ways to make best 
endeavours to ensure the group was representative: 

Practice Practice 
leaflet

A s k i n g 
pa t i en t s 
to join the 
g r o u p 
f a c e t o 
face or by 
letter

A s k i n g 
patients at 
the time of 
registration

Notices 
i n 
Practice

Website L o c a l 
press 

S M S 
message
s t o a l l  
pa t i en t s 
signed up 
f o r t h i s 
service

Note on B 
s i d e o f 
prescription 
o r i n 
dispensing 
bag

Email to 
a l l  
pa t i en t s 
signed up 
f o r t h i s 
service

A v o n 
V a l l e y 
Practice

      
816



Barcroft 
Medical 
Centre

    

http://www.thecastlepractice.co.uk/PlainTalking2012/Appendices_1_to_3.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendices_1_to_3.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_4.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_4.pdf


Bourne 
V a l l e y 
Medical 
Practice

  

C a s t l e 
Practice

      

C r o s s 
P l a i n 
Practice

      
135

 

St Melor 
H o u s e 
Surgery

   

Patients were asked to complete and return a contact form (see Appendix 5) if 
they were interested in being involved and/or happy for us to contact them 
periodically by email. 

Three meetings were arranged on three different days of the week, at different 
times of the day and in different areas of the locality to optimise opportunities for 
patients to attend:

• Tuesday 12th July from 1400 to 1500 at Durrington Village Hall
• Wednesday 13th July from 1900 to 2000 at Church Rooms, Ludgershall
• Friday 22nd July from 1400-1500 at St Mellor Church Hall, Amesbury

If patients expressed interest but were unable to attend, an email was sent to the 
patients’ explaining that a copy of the meeting presentation and the feedback 
form identifying their key priorities and issues would be sent.

Agreeing areas of priority (step 2): 

65 patients across the locality completed a contact form (see Appendix 6 for 
patient profile).

29 patients in total attended one of the meetings (see Appendix 7 for patient 
profile). During the meeting, the following information was presented and 
handouts distributed (See Appendix 8). Discussions were held about key 
priorities and patients  were asked to note their three keys priorities so that a 
survey could be develop to gain further insight into these areas. It was  evident 
that the group was not representative due to the high percentage of patients over 
the age of 56. Therefore, patients were asked during the meetings to ask friends 
and family of different ages, sex and ethnicity to give their key priorities. 

An email including the handout was sent to patients who were unable to attend 
asking for their key priorities for the provision of healthcare in the local area. 

http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_5.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_5.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_6.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_6.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_6.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_6.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_7.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_7.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_7.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_7.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_8.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_8.pdf


Collating patient views through the use of a survey (step 3):

The key priorities were collated and analysed, identifying two areas  of priority for 
the provision of healthcare in the local area namely the use of A&E and 
communication about medical services (see Appendix 9).

Based on these priorities, the Practice Managers developed a survey to help 
further understand the issues that need to be addressed (see Appendix 10). The 
survey was emailed to all patients who had joined the group. This included 
patients who joined since the launch of Plain Talking. The survey was also 
distributed as follows to make best endeavours to ensure the group was 
representative:

Practice A s k i n g 
p a t i e n t s 
personally to 
c o m p l e t e 
survey

Displaying the 
survey  at 
reception for 
completion  

Sending email 
to patients 

Up load ing t he 
survey on the 
practice website 
for completion

Sending  SMS 
messages to all  
p a t i e n t s t o 
c o m p l e t e t h e 
survey

A v o n Va l l e y 
Practice

      816

Barcroft Medical 
Centre

   

Bourne Valley 
Medical Practice

  

Castle Practice    

C r o s s P l a i n 
Practice

     135

St Melor House 
Surgery

    

The Practice Managers of the six practices agreed that the survey and 
associated processes for sampling and analysing were sufficient to provide 
‘the reasonable person’ with confidence that the reported outcomes were 
valid. 

Discussing survey results and reaching agreement with the group on 
changes to services (steps 4 and 5):

The results of the survey were analysed using Survey Monkey and a 
summary of the findings was distributed by email to patients for discussion 
(see Appendix 11). Feedback was received (see Appendix 12). 

The survey results pointed to changes which all focus on improving 
communication. Proposals  were made and agreement sought by email to 
implement the proposals (See Appendix 13). 
An action plan was developed (see Appendix 13) and agreed with Plain Talking 
and was uploaded onto the websites of each Practice on 1st March 2012. 

http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_9.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_9.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_10.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_10.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_11.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_11.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_12.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_12.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_13.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_13.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_13.pdf
http://www.thecastlepractice.co.uk/PlainTalking2012/Appendix_13.pdf


Appendices

Appendix Detail Responsibility Progress 
1 Population statistics - age A v o n V a l l e y 

Practice 
Complete

2 Population statistics - sex A v o n V a l l e y 
Practice 

Complete

3 Populat ion stat ist ics - 
ethnicity

A v o n V a l l e y 
Practice 

Complete

4 Practice website addresses Bourne Valley Complete 
5 Contact form A v o n V a l l e y 

Practice 
Complete

6 Patient profile of those 
patients  who completed 
contact form

Barcroft Medical 
C e n t r e a n d 
Castle Practice 

Complete 

7 Patient profile of those 
patients who attended 
meeting

Barcroft Medical 
C e n t r e a n d 
Castle Practice 

Complete 

8 Meeting handout A v o n V a l l e y 
Practice 

Complete

9 Analysis of key priorities Barcroft Medical 
C e n t r e a n d 
Castle Practice 

Complete 

10 Survey A v o n V a l l e y 
Practice 

Complete

11 Analysis of survey results C r o s s P l a i n 
Practice

Complete 

12 Summary of survey results 
and recommendations 

A v o n V a l l e y 
P r a c t i c e a n d 
C r o s s P l a i n 
Practice

Complete

13 Request for feedback A v o n V a l l e y 
Practice 

Complete

14 Action plan A v o n V a l l e y 
Practice 

Complete

Written and submitted by Anna Morton, Practice Manager, Avon Valley Practice, 1st March 2012.  



���������	�	
�	
��

���	������	
�� ������������� ��������
�� �� ������������ ���	������	
�� ������������� ��������
�� �� ������������

�������� �������� �������� �������� �������� �������� �������� �������� �������� �������� �������� �������� �������� ��������

�	
� ���	 � ��
� �� ��	 ���� ���� ����� ����� ����� ����� ����� �����

�	 ��	 �� 	�
 ��� ��� ��� ���� 
��� 	�
� 	�
� ��	� 	��� 
��

��	 ��	 �� ��	� ��
 ��� ���� ����� ����� ����� ����� ���� ���� �����

��	� 	�� ��
 ��� ��� 
�� ��
� ����� ����� ��� ����� ����� ����� �����

��	 	�
 ��	 ���� ��� ��� ��� ����� ���	� ����� ���
� �	��� ����� ����

���� �� ��	 ���
 ��� 
�� ���� ���� ����� ����� ���
� ���	� ����� �����

	�� �	� ��� 	�� ��� ��� ���� 	��� ���� 	��� 	�	� 	�
� ����� 
���

	������� ��� ��	 ��� �� �� ��	 �� 	������� ���� 	�
� ���� ��� ���� 	�	� ��	�

����� ���� ���� �	�� ���	� ���� ���� ����

���	������	
�� ������������� ��������
�� �� ��������������������

	
���� ���� 
����� ������

�	������ �������	 �	������ �������	

����
�����

����
�����

�����
�
�����

�����
�
�����

��������
�����

��������
�����

�������
�����

�������
�����

�������
�����

�������
�����

�������
�����

�������
�����

������
�����

������
�����

���	��
�����

���	��
�����

�	������ �������	

�������������� ��!������������"������#



�� ����!�	
��	��	�	
�	
��

���	������	
�� ������������� ��������
�� �� ������������ ���	������	
�� ������������� ��������
�� �� ������������

$�#�"� $�#�"� $�#�"� $�#�"� $�#�"� $�#�"� ����" $�#�"� $�#�"� $�#�"� $�#�"� $�#�"� $�#�"� $�#�"�

��	� ��� ��
 ��� �	� �� ���� ����� ���� ����� ����� ����� ����� ����

��� ��
 ��� �	� ��� ��
 ��	� ���� 
��� 
��� ��� ��� 	��� 
��

	�� �	� ��� 	�� �� �
� ���� ����� ���
� ���� ����� ����� ���� �����


�� �	 ��� 

� ��� �
 ���� ���� ����� �	��� ���� ����� ����� �	���

	� ��� ��	 	�� �	 ��� ���	 ����� ����� ����� ���
� ��� ���� �����

�� �
� �� ��� ��� ��
 ��
� ����� ����� ��	� ����� ����� ���	� �����

�	� ��� �� ��� ��� ��	 ���	 �	� ��� 	��� 	��� 	��� ��	� 
���

	������� ��� ��� �	 �
 �� ��	 �� 	������� ��� ���� ���� 	��� ��� 
��� ����

����� ��� ���� ���� ��
	 ��� ���� �
���

�����!�	
��	��	�	
�	
��

���	������	
�� ������������� ��������
�� �� ������������ ���	������	
�� ������������� ��������
�� �� ������������

%�"� %�"� %�"� %�"� %�"� %�"� ����" %�"� %�"� %�"� %�"� %�"� %�"� %�"�

���� ��
 ��� ���� ��� �
 ��� �
��� ����� ����� �	��� ����� ���
� ����

��� ��� ��� ��
 ��� ��� ��� ���� 
��� 	�� 
�
� ��
� 	�	� 
��

��� ��� �� ��� �	 �	� ��� ����� ���� ���	� ����� ����� ���� �����

	 ��� �� 	
 ��� �� ���� ���� ����� ����� ����� ���	� ����� ���	�

	�� ��
 ��� 	�
 �� ��� �	
� ����� ���� ���� ����� �	�
� ����� �����

�� ��� �
� �� ��� ��� ���� ����� ����� ����� ���	� ����� ����� ���
�

�	 ��� ��� � ��� ��	 ��
� 	��� ���� 	�� 	��� 
��� ����� 
���

	������� ��� � �
 ��� 	� ��� ��	 	������� ���� ��� ���� ���� ��
� ��� ����

����� ��
� ���� ���� �

� ��
� �


 �
���

�	������ �������	 �	������ �������	

����
�����

����
�����

�����
�
�����

�����
�
�����

��������
�����

��������
�����

�������
�����

�������
�����

�������
�����

�������
�����

�������
�����

�������
�����

������
�����

������
�����

���	��
�����

���	��
�����

�	������ �������	 �	������ �������	

����
�����

����
�����

�����
�
�����

�����
�
�����

��������
�����

��������
�����

�������
�����

�������
�����

�������
�����

�������
�����

�������
�����

�������
�����

������
�����

������
�����

���	��
�����

���	��
�����



"	#�
�
	���	�	
�	
��

���	������	
�� ������������� ��������
�� �� ������������ ���	������	
�� ������������� ��������
�� �� ������������

"	#�
�
	� �������� �������� �������� �������� �������� �������� �������� �������� �������� �������� �������� �������� �������� ��������

&'�()*+�,�����-����#�.� �,�����-�����-��/�/���!���������/���0� �	�	 ���
 ��
� ��� ���	� ���	� ����� ����� ����� �����

&'�()1+�2���-�����-��/�/���!���������/���0� � � �� �� �
 ���� ���� ���� ���� ����

&'�().+���-���3-����4�/5!��0� �����-��/�/���!���������/���0� �� 	 ��� � ��� ���� ���� ��
� ���� ����

&'�()�+�3-������ �,"�/5�6���44��������-��/�/���!���������/���0� �� � 	 �� �� ���� ���� ���� ���� ����

&'�()7+�3-������ �,"�/5�����/�������-��/�/���!���������/���0� � �� � � �� ���� ��	� ���� ���� ����

&'�(8�+�3-������ �����������-��/�/���!���������/���0� �� �� ��  � ���� ���� ���� ���� ����

&'�(8�+���-���%�.� �4�/5!��0� �����-��/�/���!���������/���0� �� 
 � � �� ���� ���� ���� ���� ����

&'�(8�+�2� �������,�����-�2� ��������-��/�/���!���������/���0� �� �� �� � 
� ���� ��
� ���� ���� ����

&'�(8�+���5����������,�����-���5�����������-��/�/���!���������/���0� �  � � �
 ���� ���� ���� ���� ����

�� �� � �� �
 ���� ���� ���� ���� ����

&'�(8�+���-���������4�/5!��0� �����-��/�/���!���������/���0� 
 �� �
 � �� ��
� ���� ���� ���� ����

&'�(8+�6���44��������-��/�/���!���������/���0� �� �� �� � � ���� ���� ���� ���� ����

&'�(8	+�����/�������-��/�/���!���������/���0� �	 �� �� � ��� ���� ���� ���� ���� ����

&'�(8
+���-���,"�/5�4�/5!��0� �����-��/�/���!���������/���0� �� �	 ��  
 ���� ��� ���� ���� ����

&'�(8�+�6-����������-��/�/���!���������/���0� �  �� �� � ���� ���� ���� ���� ����

&'�(8�+���-�������-��/�/���!���������/���0� �� �	 �
 �
 � ���� ��� ���� ���� ����

&'�(8,+�9�-��/�/���!������������� ��������/���0�  � �	 � �� ���� ���� ��� ���� ����

:���/"������� 	�
	 ���� ���� ���� ���� ��	� ����� ����� ����� �����

����� ���� �	�� ���	� � ���� ���	�

�	������ �������	 �	������ �������	

&'�(8�+�,��!"� ��-�����,�����-�,��!"� ��-������-��/���!������/���0�



Appendix 4: Practice website addresses

Practice Website address 

Avon Valley Practice www.avonvalleypractice.com

Barcroft Medical Centre www.barcroftmedical.co.uk

Bourne Valley Medical Practice www.bournevalleypractice.co.uk

Castle Practice www.thecastlepractice.co.uk

Cross Plains Surgery www.crossplainpractice.co.uk

St Melor House Surgery www.stmelorhousesurgery.co.uk



You may be aware that many things are changing rapidly within the NHS and we 
expect this change to continue. One of the major changes is for more responsibility to 
be given to doctors whose aim is to put your needs first and to keep healthcare local.

Avon Valley Practice, together with other local Practices, would like to set up a 
patient representative group called ‘Plain Talking.’ The members of this group will 
help us to better understand the needs, opinions and priorities of patients living in the 
local area and to influence the shape local healthcare in the future.

Could this be you?

To find out more about how you could be involved, please attend one of our initial 
meetings on:
• Tuesday 12th July from 1400 to 1500 at Durrington Village Hall
• Wednesday 13th July from 1900 to 2000 at Church Rooms, Ludgershall
• Friday 22nd July from 1400 to 1500 at St Melor Church Hall, Amesbury

If you are interested in being involved and/or happy for us to contact you periodically 
by email, please complete and return the slip below to Reception

………………………………………………………………………….………………………

Patient Participation Group

Name: Are you? 

� Male � FemaleEmail 
address:

Are you? 

� Male � Female

Age Group:  � 0 – 18 � 19 – 25 � 26 – 35 � 36 - 45 
� 46 – 55 � 56 – 65 � 66 – 75 � Over 76

Ethnic origin (please tick):
� White, British � White, other � Indian  � Chinese 
� Vietnamese � Black African � Black Caribbean � Pakistani
� Bangladeshi � Confidential � Other…………………………………

I will / will not be attending:
� Tuesday 12th July from 1400 to 1500 at Durrington Village Hall
� Wednesday 13th July from 1900 to 2000 at Church Rooms, Ludgershall
� Friday 22nd July from 1400 to 1500 at St Melor Church Hall, Amesbury 
� I cannot attend but would like to be kept up to date 

Plain Talking
Your opportunity to influence the future of your 

local healthcare provision

Please note that no medical information or questions will be responded to. 

The information you supply us will be used lawfully, in accordance with the Data Protection Act 1998. 
The Data Protection Act 1998 gives you the right to know what information is held about you and sets 
our rules to make sure that this information is handled properly. 
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